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DETAILED ACTION 



Claim Rejections - 35 USC § 102 
The following is a quotation of the appropriate paragraphs of 35 U.S.C. 102 that 
form the basis for the rejections under this section made in this Office action: 

A person shall be entitled to a patent unless - 

(e) the invention was described in (1) an application for patent, published under section 122(b), by 
another filed in the United States before the invention by the applicant for patent or (2) a patent 
granted on an application for patent by another filed in the United States before the invention by the 
applicant for patent, except that an international application filed under the treaty defined in section 
351(a) shall have the effects for purposes of this subsection of an application filed in the United States 
only if the international application designated the United States and was published under Article 21(2) 
of such treaty in the English language. 

1 . Regarding claim 20 is rejected under 35 U.S.C. 102(e) as being anticipated by 
Price US 6,389,132. 

Price discloses a method for sending an inquiry from a customer to a call center 
in figures 1 and 2. Price teaches: 

transmitting, from a user graphical interface or web page, a text question 
including selected media and customer's information, to be queued in a contact server 
20 for next available agent (column 4, lines 66-67; column 5, lines 20-23); and 

answering, by an available agent, the inquiry by text, or voice selected by the 
customer (column 5, lines 31-33; column 6, lines 54-59). 

Claim Rejections - 35 USC § 103 
The following is a quotation of 35 U.S.C. 103(a) which forms the basis for all 
obviousness rejections set forth in this Office action: 
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(a) A patent may not be obtained though the invention is not identically disclosed or described as set 
forth in section 102 of this title, if the differences between the subject matter sought to be patented and 
the prior art are such that the subject matter as a whole would have been obvious at the time the 
invention was made to a person having ordinary skill in the art to which said subject matter pertains. 
Patentability shall not be negatived by the manner in which the invention was made. 

2. Claims 9, 11-16, 19 and 21 are rejected under 35 U.S.C. 103(a) as being 
unpatentable over Price US 6,389,132 in view of Hammond US 5,479,487. 

1.1 Regarding claim 9, Price discloses a multi-tasking call center 28 in figure 1 , 
comprising: 

at least one customer (client) terminal 12 comprising a telephone and a 
computer, the call center 28 is accessible by the computer via Internet 14 and a Web 
Server 18 (Figure 1; column 3, lines 57-65), or by said telephone via PTSN 16 with an 
Interactive Voice Response (IVR) unit, for making an inquiry (column 1 , lines 5-8; 
column 2, lines 62-67; column 3, lines 1-10, 35-43, 60-61), 

at least one agent (operator) terminal through which an agent receives the 
inquiry from the customer (Figure 1 ; column 3, lines 16-26, 35-36; column 4, lines 1-2, 
11-15); and 

a contact server 20 connected to said customer terminal and agent terminal 
(Figure 1; column 3, lines 66-67; column 5, lines 3-10); 
the customer terminal including: 

a graphical user interface (call center's web page on the computer's 
display) which allows the customer to post a text question (content of an 
inquiry) (column 5, lines 3-4) and to select a communication medium to be 
used when receiving an answer from the agent, the media comprising a 
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voice call and an e-mail, for example, the customer may request an 
answer via web voice call by posting his/her telephone number 
(information related to the customer) (column 6, lines 28-32) or via an e- 
mail by posting his/her e-mail address (information related to the 
customer) via a text connection (column 7, lines 38-41 ); and 

a transmission unit which transmits the information related to the 
communication media selected by the user, the contents of the inquiry, 
and information related to the user to said server by interacting with the 
web page (column 3, lines 1-3, 57-58, 60-61; column 5, lines 1-4); 
said server includes: 

a queue-managing unit which queue-manages inquiries in which the user has 
either selected a telephone calls or an e-mail as communication medium for receiving 
the answer (column 3, lines 62-67; column 4, lines 16-18; column 7, lines 32-41); and 

a processing unit (contact server 20) which successively processes the inquiries 
in a queue on said agent terminal (column 3, line 66 to column 4, line 2; column 5, lines 
6-10). 

Price teaches a customer may post a text question on a web page (column 5, 
lines 1-4), click on a "voice request button" (column 6, lines 41-43) or an entity email 
button (column 7, lines 41-46) on a web for posting a question and customer 
information, and requesting either voice or text response to the inquiry. Price further 
teaches a user interface for displaying customer information and inquiry (column 3, lines 
1 8-21 ), but fails to teach forwarding a question from a first agent to a second agent and 
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having split screen displays on agent terminals, i.e. displaying user information in one 
screen and inquiry in another screen. 

However, Hammond discloses a call center in that a live gent may transfer a call, 
with related data, to another agent or a supervisor (column 12, lines 36-42). 

Since placing user information and the inquiry in one display screen or two would 
have been a design choice, therefore, it would have been obvious to one of ordinary 
skill in the art at the time the invention was made to modify the Price's reference with 
the teaching of Hammond, so that an incoming inquiry would have been forwarded to a 
supervisor terminal, because such a modification would have enable a agent to pass a 
particular inquiry to his/her supervisor in case the agent was unable or unauthorized to 
answer the particular inquiry. 

2.2 Regarding claim 1 1 , Price teaches managing the queue based on available 
agents (predetermined rule) (column 3, lines 31-34; column 4, lines 8-10), or with a set 
of predefined business rules (column 8, lines 41-64). 

2.3 Regarding claim 12, Price teaches different communication media for making the 
request and receiving the answer, for example, a customer may use the computer to 
make a text inquiry (column 5, lines 1-4), and requests an answer via voice call (column 
6, lines 28-32). 
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2.4 Regarding claim 13, as discussed in claim 9, Price teaches that a customer may 
using a computer to access the call center's web-page to post a text question, and 
request response by voice or email. 

2.5 Regarding claim 19, as discussed in claim 9, the web page of the modified Price 
reference comprises an area for inputting a text question, a telephone number and an 
email address. 

2.6 Regarding claims 14 and 21 , Price discloses a method for receiving an inquiry 
from a customer terminal, giving an answer to the inquiry through an agent terminal, 
said customer terminal comprising a telephone and a computer capable to access 
homepages or to send and receive e-mails (Figure 1; column 3, lines 57-61; column 4, 
lines 7-15; column 7, lines 30-46). Price teaches: 

selecting a communication medium to be used when receiving said answer from 
an agent terminal, such as a voice callback or an email (column 6, lines 28-32; column 
7, lines 38-41 ), allowing the communication medium selected to be different from a the 
one that making inquiry, for example, a customer may use the computer to make text 
inquiry (content of an inquiry) through a web page (graphical user interface) (column 5, 
lines 1-4), input customer related information (telephone number or e-mail address), 
and request an answer via a web voice call (column 6, lines 28-32); 
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transmitting information related to the communication medium selected by the 
user, the contents of the inquiry and information related to the user to a server (column 
5, lines 1-4; column 16, lines 28-32; column 7, lines 38-41); 

queue-managing (providing control to successively processing, i.e. first come first 
serve) the inquiry in which the user has either selected a telephone calls or an e-mail as 
communication medium for receiving the answer (column 3, lines 27-35, 62-65; column 
4, lines 1-10, column 6, lines 21-27); and 

communicating with the customer terminal using the communication medium 
selected when answering the inquiry (column 4, lines 16-18; column 6, lines 28-32; 
column 7, lines 32-46). 

Price teaches a customer may post a text question on a web page (column 5, 
lines 1-4), click on a "voice request button" (column 6, lines 41-43) or an entity email 
button (column 7, lines 41-46) on a web for posting a question and customer 
information, and requesting either voice or text response to the inquiry. Price further 
teaches a user interface for displaying customer information and inquiry (column 3, lines 
18-21), but fails to teach forwarding a question from a first agent to a second agent and 
having split screen displays on agent terminals, i.e. displaying user information in one 
screen and inquiry in another screen. 

However, Hammond discloses a call center in that a live gent may transfer a call, 
with related data, to another agent or a supervisor (column 12, lines 36-42). 

Since placing user information and the inquiry in one display screen or two would 
have been a design choice, therefore, it would have been obvious to one of ordinary 
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skill in the art at the time the invention was made to modify the Price's reference with 
the teaching of Hammond, so that an incoming inquiry would have been forwarded to a 
supervisor terminal, because such a modification would have enable a agent to pass a 
particular inquiry to his/her supervisor in case the agent was unable or unauthorized to 
answer the particular inquiry. 

2.7 Regarding claims 15 and 16, Price discloses a method for receiving an inquiry 
from a customer terminal, giving an answer t the inquiry to the customer through an 
agent terminal, said customer terminal comprising a telephone and a computer capable 
to access homepages or to send and receive e-mails (Figure 1 ; column 3, lines 57-61 ; 
column 4, lines 7-15; column 7, lines 30-46). Since Price's system utilizes servers 18- 
22 and computers (both user and agent terminals), inherently it has computer programs 
for: 

displaying a graphical user interface (an interactive web page) on said customer 
terminal so that a customer can select a communication medium to be used when 
receiving a the answer from an agent terminal, such as a voice call or an email (column 
6, lines 28-32; column 7, lines 38-41 ), and for inputting a question (content of inquiry) 
and customer related information (telephone number or e-mail address), and allowing 
the communication medium selected to be different from a the one that making inquiry, 
such that when the customer using the computer to make an inquiry through a Internet 
connection to the call center's web page, the customer may request an answer via voice 
call (column 6, lines 28-32); 
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transmitting information related to the communication medium selected by the 
user, from the customer terminal, the contents of the inquiry and information related to 
the user to a server (column 5, limes 1-4; column 6, lines 28-32; column 7, lines 38-41); 

queue-managing (providing control to successively processing) the inquiry in 
which the user has either selected a telephone calls or an e-mail as communication 
medium for receiving the answer (column 3, lines 27-35, 62-65; column 4, lines 1-10; 
column 7, lines 32-41 ); and 

communicating with the customer terminal using the communication medium 
selected when answering the inquiry (column 4, lines 16-18; column 6, lines 28-31; 
column 7, lines 32-46). 

Price teaches a customer may post a text question on a web page (column 5, 
lines 1-4), click on a "voice request button" (column 6, lines 41-43) or an entity email 
button (column 7, lines 41-46) on a web for posting a question and customer 
information, and requesting either voice or text response to the inquiry. Price further 
teaches a user interface for displaying customer information and inquiry (column 3, lines 
1 8-21 ), but fails to teach forwarding a question from a first agent to a second agent and 
having split screen displays on agent terminals, e.g. displaying user information in one 
screen and inquiry in another screen. 

However, Hammond discloses a call center in that a live gent may transfer a call 
to another agent or a supervisor (column 12, lines 36-42). 

Since placing user information and the inquiry in one display screen or two would 
have been a design choice, therefore, it would have been obvious to one of ordinary 
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skill in the art at the time the invention was made to modify the Price's reference with 
the teaching of Hammond, so that an incoming inquiry would have been forwarded to a 
supervisor terminal, because such a modification would have enable a agent to pass a 
particular inquiry to his/her supervisor in case the agent was unable or unauthorized to 
answer the particular inquiry. 

Response to Arguments 

3. Applicant's arguments with respect to claims 9, 1 1-16 and 19-21 have been 
considered but are moot in view of the new ground(s) of rejection. 



Conclusion 

4. Any inquiry concerning this communication or earlier communication from the 
examiner should be directed to Simon Sing whose telephone number is 571-272-7545. 
The examiner can normally be reached on Monday - Friday from 8:30 AM to 5:30 PM. 
If attempts to reach the examiner by telephone are unsuccessful, the examiner's 
supervisor, Fan Tsang, can be reached at 571-272-7547. The fax phone number for 
the organization where this application or proceeding is assigned is 571-273-8300. Any 
inquiry of a general nature or relating to the status of this application or proceeding 
should be directed to the receptionist whose telephone number is 571-272-2600. 
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